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HOW WE OPERATE 
Our people 
We have an approved permanent 
establishment of 37.1 full-time equivalent 
(FTE) staff. 

As at 30 June 2021, we had 37.54 (FTE) 
staff. All figures are taken from fortnight 
ending 19 June 2021. Our FTE are 
active and paid employees including one 
employee (0.37 FTE) on paid parental 
leave. 

Eighty-eight percent of our active and paid 
employees are permanent. This includes 
employees seconded from other 
Queensland Government agencies. One 
permanent employee resigned during 
2020-21 resulting in a separation rate of 
2.63 percent as at 30 June 2021. 

We paid no early retirement, redundancy 
or retrenchment packages during the 
reporting period. 

 
 

Note: Active and paid staff only. 
 
Flexible working arrangements 
Flexible work arrangements are important 
to attract and retain a highly skilled 
workforce. Our people actively embrace 
flexible work options like flexible start and 
finishing times, part-time work, job sharing, 
remote working and accrued time. 

During the year we updated our remote 
working policy. It makes clear that all roles 
can be fulfilled through a hybrid model, split 
between remote and office locations. We 
will manage our teams in line with the 
Public Service Commission’s hybrid work 
guidelines and flexible-by-design 
framework.  

 

The hybrid working model helps foster a 
positive culture. It supported staff and 
stakeholders in periods of disruptions 
throughout the year. 

Towards the end of 2020, all staff and 
their managers put in place formal  
remote working arrangements under the 
terms of the updated policy. We continued 
to work flexibly and safely in the 
continuing pandemic situation, while 
ensuring full service delivery. The 
arrangements in place mean we can 
respond to change in an agile and 
positive way.  

A business continuity plan supports the 
model. We regularly updated the plan to 
ensure the safety and wellbeing of all staff.  

We facilitated four job-share 
arrangements and supported 20 part-time 
working arrangements this year. In the 
year ahead, we will actively engage with 
staff about balancing workloads and 
managing health and wellbeing in a 
fast-paced environment.  

COVID-19 response  
During the year, we used a range of tools 
including Microsoft Teams to conduct 
meetings and deliver training. When 
possible, we met face to face with staff and 
stakeholders. The Executive Leadership 
Team provided regular updates via SMS 
alerts, emails and Teams meetings.  

We also aligned our COVID-19 messages 
with Queensland Health, the Public 
Service Commission and the Department 
of Premier and Cabinet. We gave staff 
opportunities to engage and raise issues 
or concerns.  

We recognise the importance of supporting 
initiatives that keep our community safe. As 
a result, we encouraged staff to consider 
secondments in contact tracing roles as 
part of the Community Recover Ready 
Reserves program. This year, two staff 
members volunteered for this program. 
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Investing in our people 
Our people are our most important asset. 
We have a comprehensive employee 
performance framework. It covers 
induction, performance management, 
staff development and recognition. We 
foster ongoing learning and development 
to achieve a capable, professional and 
adaptable workforce. 

During the year, we: 
• consulted and engaged staff on a 

wide range of issues including health 
and wellbeing, the hybrid model of 
work, COVID-19 risk management, 
policy initiatives and strategic and 
operational planning, and an 
OIC cultural capability plan and 
actions  

• worked with staff to implement 
actions from the 2020 Working for 
Queensland survey 

• improved governance around working 
remotely through self-assessment 
checklists and education 

• encouraged staff to develop skills 
through higher duties or 
secondments 

• provided coaching, mentoring and 
access to relevant training courses, 
seminars and workshops 

• advertised positions broadly where 
permitted 

• converted one temporary employee 
to permanent tenure 

• provided free confidential counselling 
services to staff and their families 
through our employee assistance 
program 

• offered wellness initiatives including 
flu vaccinations, sit stand desks, 
ergonomic assessments, end of trip 
facilities and lunchtime yoga. 

In 2020-21 we spent $41,901 on staff 
professional development, training and 
workshops. In addition, we rolled out an 
extensive two-year professional 
development program which 
commenced in 2019-20. This program 
was predominantly funded from the 
2019-20 budget. 

The program further developed the 
leadership capabilities and career growth 
goals of our people. It also aligned with 
the recommendations of the independent 
Strategic Review of OIC and the Working 
for Queensland survey 2020 results.  

Our training strategy continued to focus on:  
• leadership and career coaching 
• LEAD4QLD program for capability 

and career development, aligned with 
public sector’s Human 10 year 
Capital Strategy  

• mental health first aid courses 
• domestic violence webinars 

conducted by DV Connect 
• ergonomics assessments for the 

home office 
• vicarious trauma and compassion 

fatigue programsproject management 
and business mapping workshops  

• digital skills. 

Our 2020-21 development and training 
spend is a decrease of $86,250 from 
2019-20. This amounts to 0.85 percent of 
employee expenses. Our staff took 
advantage of many free training and 
development opportunities from various 
professional bodies and similar 
jurisdictions. As noted above, some 
professional development funded in 
2019-20 was also undertaken in 2020-21. 

As part of our onboarding and induction 
program, all new staff completed 
mandatory training in public service code 
of conduct, workplace bullying and 
workplace health and safety. 

Looking ahead, we will focus on the 
following initiatives for an agile, resilient 
high performing workforce: 
• foster good health, safety and 

wellbeing practices 
• embed career development 

strategies 
• facilitate professional development in 

negotiation, dealing with high conflict 
personalities, leadership and vicarious 
trauma management leadership. 
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Working for Queensland 
survey 2020  
We participated in the annual Working for 
Queensland survey. In 2020, 89 percent 
of our staff shared their views and 
experiences of working at OIC. We used 
this information to drive workplace 
improvements and work with staff on 
solutions to address areas of concerns. 

This year’s survey again indicated a high 
level of employee engagement including 
consistent and positive results in 
satisfaction with working at OIC. 
However, responses also showed 
concerning results  about workload and 
wellbeing. Fifty-four percent of 
respondents said they felt overloaded 
with work and 39 percent felt burnt out by 
their work. These results reflected the 
high workload and the stress caused by 
dealing with high conflict personalities in 
our review, enquiries and complaints 
management work. 

We organised a series of workshops 
where staff prioritised actions and 
identified opportunities to remove red 
tape. There was further support around 
workplace wellness such as training in  
workload management, resilience, and 
home office ergonomics.  

We sought additional resources to relieve 
key frontline areas in the office. At the 
time of tabling of this report, the 
Government approved an additional 
temporary 4.8 FTEs until June 2023, to be 
funded from our cash reserves (see 
pages 45-49).  

Consulting and engaging with staff 
and union 
We did not have a Consultative 
Committee in 2020-21 as no staff 
members chose to act as union 
delegates. We remain committed to 
consulting and collaborating with all 
employees on workplace related matters.  

Enterprise bargaining 
Our certified agreement was updated to 
reflect the new wage increase schedule 
agreed between the Queensland 
Government and the Together Union in 
response to the COVID-19 pandemic. 
The amended agreement aligns with the 
Queensland Government wages policy 
and has a nominal expiry date of 
31 October 2022. In accordance with 
s169(3) of the Industrial Relations 
Act 2016 we will look to commence 
bargaining for a replacement agreement 
in August 2022. 
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OUR STRUCTURE  
Figure 20. Our structure 
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Engagement & 

Corporate Services 

Queensland community 

Director, Audit & 
Evaluation 

Responsible for 
responding to 
enquiries about the 
operation of the RTI 
and IP Acts, and 
developing and 
maintaining 
guidelines and 
information for public 
sector agencies and 
the community. 
Leads and manages 
promotional, 
marketing 
communication 
services, media 
relations, 
stakeholder 
engagement and 
training activities. 
Leads and manages 
our administrative, 
financial, human 
resource, information 
technology, registry 
functions, records 
management, 
planning and 
facilities. 

 

Queensland Parliament 

Information Commissioner 

Parliamentary Committee 
(Legal Affairs and Safety Committee) 

Leads the audit, 
review and surveys 
of Queensland public 
sector agencies and 
reports on their 
performance and 
compliance with the 
RTI and IP Acts. 

Right to 
Information 

Commissioner 
Privacy 

Commissioner 

Responsible for 
mediating privacy 
complaints about 
Queensland public 
sector agencies, 
leading improvement 
of public sector 
privacy practices 
through promoting 
privacy rights and 
obligations which 
includes guidance, 
assistance and 
training. 

 

Leads the review of 
decisions of agencies 
and Ministers on 
access to and 
amendment of 
information under the 
RTI and IP Acts. 
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CORPORATE SERVICES 
In 2020-21, we had in place a service 
level agreement with the Corporate 
Administration Agency for human 
resource, internal audit and finance 
services and a contract with Datacom for 
ICT support and hosting services. 

Our expenditure for corporate services was 
$347,896. This is an increase of $37,314, 
from 2019-20 ($310,582), mainly due to 
increase in licencing fees and additional 
support services. 

Information and technology 
Our ICT systems functioned well during 
the year. With the support of Datacom we 
implemented digital collaboration tools that 
enable staff to work securely and 
effectively. Our staff can work from 
multiple locations because Datacom has 
implemented and is continually monitoring 
stronger security measures. In late June 
2021, we successfully deployed a VOIP 
(Voice Over Internet Protocol) telephony 
solution to integrate seamlessly with our 
laptop fleet. 

Testing and securing our systems 
We concluded our 2020 security 
penetration testing project by finalising all 
mitigation actions. These actions will be 
monitored with the support of Datacom. 
We plan to conduct another test later in 
2021-22, as part of our ICT strategic 
roadmap and rolling business plans.  

This year, we enhanced our online security 
by investing in a detection and response 
service across our laptop fleet and server 
farm. This service improves the existing 
anti-virus/malware protections across our 
ICT system.  

Strengthening our information 
governance and management 
As part of our strategic ICT roadmap and 
the Crime and Corruption Commission’s 
Operation Impala report, we commenced 
two projects to improve our cyber security 
and information management security: 
• enterprise information management  
• case management system 

replacement. 

In addition to our contract with Datacom, 
we engaged them to review our information 
management practices, streamline our 
recordkeeping and strengthen our 
information security and governance. 
Outcomes from the review included new 
and updated corporate information 
management guidelines and policies. The 
review also resulted in a business process 
map of OIC’s RTI and Privacy review 
applications. These activities will help us 
streamline our information management 
processes and contribute to the technical 
specifications for a future case 
management system. This engagement will 
continue into 2021-22.  

Our current provider has provided our 
case management system for over 10 
years. In that time, it has been 
reconfigured extensively to suit our 
business needs. Our new ICT 
environment and changing business and 
security requirements prompted the need 
for a replacement system. Last year’s 
market sounding activity identified a 
number of different products to consider. 
Looking forward, we will engage with 
other agencies and peer jurisdictions 
about viable options that meet our 
business requirements.  

As we do not have in-house ICT expertise, 
we had a contracting arrangement with the 
Department of Communities, Housing and 
Digital  Economy for a Project Manager at 
the AO8 classification level to manage the 
current projects. This role was pivotal in 
successfully transitioning to Datacom and 
providing strategic and technical advice 
across all our ICT projects throughout 
2020-21.  
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Improving our service 
Throughout the year, we continued to 
enhance our corporate services by: 
• refining internal practices to simplify 

and streamline administrative 
activities 

• updating our governance framework 
• reviewing internal policies and 

procedures to ensure they are 
contemporary and support our 
business practices 

• updating our ICT tools and services to 
maximise efficiencies and increase 
digital capabilities 

• undertaking agency and applicant 
surveys to measure satisfaction rates 

• collaborating with staff to align our 
developmental focus with our strategic 
goals and their career goals. 
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OUR EXECUTIVE LEADERSHIP TEAM  
The Executive Leadership Team consists of the Information Commissioner, 
two deputy commissioners (Right to Information Commissioner and Privacy 
Commissioner) and the Director, Engagement and Corporate Services. 
 
Information Commissioner 
The Information Commissioner is the chief 
executive and accountable officer for the 
Office of the Information Commissioner 
(OIC). The Information Commissioner is 
also an officer of the Parliament and 
performs statutory functions under the RTI 
and IP Acts. 

The Information Commissioner can 
independently:  
• review the merits of Ministers and 

agencies’ access and amendment 
decisions 

• mediate privacy complaints about 
agencies 

• audit and evaluate agency compliance 
with the RTI and IP Acts  

• assist and train agencies  
• conduct community awareness 

activities. 

Rachael Rangihaeata 
Appointed as Information Commissioner 
on 20 September 2013, Rachael 
champions proactive disclosure of, and 
appropriate privacy safeguards for, 
information held by Queensland 
government agencies including local 
governments, Queensland Government 
departments, public hospitals and health 
services and universities, and public 
authorities. 

The Information Commissioner 
promotes awareness of information 
rights and responsibilities within the 
community and Queensland 
government agencies. 

Rachael and her team engage with 
agency leaders to promote cultures that 
support good RTI and IP practices. These 
include proactive disclosure, 
administrative access, pro-disclosure bias 
in formal access application decision-
making and privacy by design. 

Before her appointment as Information 
Commissioner, Rachael held senior 
leadership positions across all functions of 
the OIC since 2005. Rachael has over 25 
years public sector experience, having 
also worked in various roles within the 
Queensland and Commonwealth public 
service, primarily in strategic and 
legislative policy. 

Rachael holds a Bachelor of Laws 
(Honours), Bachelor of Science (AES) 
and Graduate Certificate in Public 
Sector Leadership (PSM). 

Rachael’s current term of appointment is 
to 20 September 2023. 

Right to Information Commissioner 
As a deputy to the Information 
Commissioner, the Right to Information 
Commissioner has particular 
responsibilities for matters about the 
Information Commissioner’s functions 
under the RTI and IP Acts. The Right to 
Information Commissioner leads the 
external review services of the office 
and champions information access to 
government agencies and the 
community. 

Louisa Lynch 
Louisa was appointed Right to 
Information Commissioner on 
6 July 2018. Louisa was Acting Right to 
Information Commissioner from 
28 August 2017 and an Assistant 
Information Commissioner at OIC for 
over six years. She brings more than 15 
years of significant public sector 
experience and knowledge of the local 
government sector to the role.  

Before joining OIC, Louisa was a senior 
lawyer in the Department of Local 
Government, Community Recovery and 
Resilience. 
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She has also worked in legal roles in a 
number of government agencies including 
the Department of Transport and Main 
Roads, the Department of Local 
Government, Planning, Sport and 
Recreation and the Department of 
Infrastructure and Planning. 

Louisa holds a Bachelor of Laws and was 
admitted as a solicitor of the Supreme 
Court of Queensland in 1990. 

Louisa’s term of appointment is to 
5 July 2023. 

Privacy Commissioner 
The Privacy Commissioner has 
responsibilities and delegations under the 
IP Act including dealing with privacy 
complaints, raising awareness, creating 
resources and promoting good privacy and 
data protection practices in government. 
The Commissioner also advises on 
significant projects and legislation 
impacting on privacy. 

Philip Green 
Appointed as the Privacy Commissioner in 
December 2015, Philip has an extensive 
career in the private and public sectors. His 
legal career includes commercial banking 
and finance/insolvency. He has extensive 
central agency experience in criminal 
justice, legal and economic policy at the 
Department of the Premier and Cabinet in 
Queensland and a secondment to the UK, 
Strategy Unit in the Prime Minister’s 
Cabinet Office.  

Before his appointment, Philip led 
Innovation and Small Business for the 
Queensland Government. He has a 
keen interest in innovation and 
technology law and was instrumental in 
establishing Queensland’s first 
administrative privacy regime. 

Philip holds degrees in Arts and Law from 
the University of Queensland. He also had 
a master's in Law from QUT, majoring in 
technology law and focusing on policy 
development about intellectual property, 
privacy and commercialisation, information 
technology and regulation of the internet 
and media. 

Philip’s term of appointment is to 
10 December 2021. 

Director, Engagement and 
Corporate Services 
The Director, Engagement and Corporate 
Services leads the teams responsible for 
information and assistance, 
communication, engagement, training, 
corporate and registry services to internal 
and external stakeholders. 

Adeline Yuksel 
As Director, Engagement and Corporate 
Services, Adeline has delivered a 
transformational program to improve all 
aspects of corporate services, 
communication and engagement at OIC. 
This work is continuing and has expanded 
to include information management and 
security, deeper engagement with 
stakeholders and strategic planning.  

Adeline has held executive roles leading 
and managing corporate affairs teams 
across the public and private sectors 
including in health, transport and energy. 
She is an IAP2 certified practitioner and 
holds a Bachelor of Communications and 
post graduate qualifications in marketing 
and international relations. Adeline brings 
extensive experience in issues 
management, governance, communication, 
media, strategy development and 
community relations to OIC. 
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OUR GOVERNANCE 
The Information Commissioner is an officer of the Parliament and a 
statutory office holder appointed by the Governor-in-Council under the RTI 
and IP Acts, and is not subject to ministerial direction in the exercise of the 
functions under the Acts. 
 
The Privacy Commissioner and the Right 
to Information Commissioner are also 
statutory office holders appointed by the 
Governor-in-Council. They support the 
Information Commissioner who is 
accountable to the Legal Affairs and Safety 
Committee (LASC) of the Queensland 
Parliament. 

The Commissioners meet annually with 
the LASC to report on the performance of 
the Information Commissioner’s functions 
and to discuss issues, such as our 
activities, structures and procedures, 
budget, annual report and any other 
significant matters. The LASC Oversight 
Inquiry hearing about the 2019-20 OIC 
Annual Report was held on 30 August 
2021. 

The Information Commissioner submits 
an annual report to Parliament through 
the Speaker. Meetings with the LASC, 
our Service Delivery Statements and the 
Estimates Committee hearings support 
our governance and accountability. 

While the Information Commissioner is 
independent of ministerial control, under 
section 133 of the RTI Act, the 
Attorney-General, who is responsible for 
the Act, approves our budget. Our budget 
is incorporated in the Justice and 
Attorney-General portfolio Service Delivery 
Statements. The Information 
Commissioner appears at parliamentary 
Estimates Committee hearings to respond 
to questions from Members of Parliament 
about the budget.  

Section 186 of the RTI Act requires an 
independent strategic review of our office 
every five years. The Governor-in-Council 
sets the terms of the review.  

Before appointing a reviewer, the 
Attorney-General must consult with the 
LASC and the Information Commissioner 
about the reviewer and the terms of 
reference. These must include a review of 
the commissioner’s functions and whether 
the office performs those functions 
economically, effectively and efficiently. 

The report on the 2017 independent 
strategic review was tabled in Parliament 
on 11 May 2017. The next strategic 
review is due to commence by May 2022. 

Legislative compliance 
We comply with a range of obligations. 
Here are some examples of our 
compliance activities: 
• We embedded workplace health and 

safety within our culture and 
practices. It is everyone’s 
responsibility to create and maintain 
a safe workplace. We expect all staff 
to identify, report and address 
workplace health and safety risks. 

• All staff know about their obligations to 
act and make decisions compatible 
with the Human Rights Act 2019. 

• The Code of Conduct for the 
Queensland Public Service applies to 
our staff. Under the Public Sector 
Ethics Act 1994, all new starters learn 
about the Code of Conduct through 
their induction program and are asked 
to confirm their understanding and 
ability to apply the code. 

• All new staff must complete 
mandatory training at induction and 
every two years. The online training 
includes code of conduct, workplace 
health and safety, workplace bullying 
and domestic violence and general 
awareness on the RTI and IP Acts. 
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• Our Strategic Plan, staff performance 
agreements, procedures, practices 
and training uphold the Code of 
Conduct, ethical decision-making and 
Public Sector Ethics Act 1994 in 
particular, the ethics obligations of 
public officials and our OIC values. 

Internal and external audit 
As a small agency, the Executive 
Leadership Team is responsible for internal 
audit and an appropriate internal control 
framework. We also have access to CAA’s 
internal audit services on a fee-for-service 
basis. We use this service to support our 
leadership team in areas such as business 
continuity plans, asset and risk registers, 
HR processes and finance management 
procedures.  

In 2020-21 we engaged CAA to conduct an 
internal audit of our business continuity 
plan and asset and portable equipment 
register. However, due to the disruption of 
COVID-19, only the audit of our business 
continunity plan was completed. The asset 
and portable equipment register audit has 
been deferred to 2021-22. 

Pages 64-66 of this report presents the 
external audit report and certificate of our 
financial statements. The Auditor-General 
has provided an unqualified certificate 
indicating our compliance with financial 
management requirements and the 
accuracy and fairness of the financial 
statements. 

Governance Committee 
We are committed to robust governance 
and risk management arrangements. Our 
arrangements and strategies for risk 
management reflect the functions and size 
of the office. 

Our Governance Committee framework 
sets out the OIC Governance Committee 
arrangements, including the roles and 
responsibilities of the committee.  

We established the Governance 
Committee in August 2018 as a 
decision-making body, overseeing our 
governance arrangements. 

As we are a small organisation, our 
Executive Leadership Team also functions 
as the Governance committee  
During the year, the committee met 
monthly to focus and manage issues on: 
• risk and audit 
• finance and procurement 
• people 
• information and communication 

technology. 

The Governance Committee oversees our 
risk management framework and 
operational management of risks. Its 
primary role is to ensure that the office 
addresses and manages audit and risk 
related issues in accordance with the 
Financial and Performance Management 
Standard and the Financial Accountability 
Act 2009.  

In May 2021, the Committee approved a 
new governance framework which provides 
a more streamlined view of policies and 
procedures with regular updates. These 
changes will take effect in the new financial 
year and help ensure that OIC operates in 
an accountable and transparent manner. 

The OIC Risk Advisory Group supports the 
committee and makes recommendations 
about the risk management approach. We 
addressed and completed all items in the 
2020-21 risk register. 

COVID-19 response 
During the year, we activated our Business 
Continuity Plan COVID-19 Preparedness 
team (BCP team) several times to respond 
to evolving health requirements from the 
Queensland Chief Health Officer. The BCP 
team worked collaboratively and 
proactively with staff and stakeholders to 
inform them of any business disruptions. It 
used a risk rating system and other 
measures to ensure the safety of our staff 
and stakeholders.  



 
 
 

40 
 

During the year, there were three snap 
lockdowns in Brisbane which saw our staff 
deliver services via email, phone, website 
and video conferencing. There was 
minimal disruption to services to the 
community and agencies. 

We updated the COVID safe plans 
regularly to support our operations. Our 
hybrid working model also helps ensure 
our team can seamlessly move to 
working remotely when required. Two 
staff members volunteered to train and 
work as contact tracers to support 
Queensland Health during outbreaks. 
No staff were diagnosed with the 
COVID-19 virus during 2020-21. 

Complaints management 
We endeavour to resolve complaints 
informally. When this is not possible, the 
Director, Engagement and Corporate 
Services receives written complaints and 
ensures they are handled independently. 

However, we cannot deal with complaints 
about the merits or legality of a decision 
about a privacy complaint or external 
review. In these circumstances, the 
participant may be able to appeal to QCAT 
or apply to the Supreme Court for a 
statutory order of review. Appeals and 
reviews of this nature can only be taken on 
a point of law. 

During 2020-21, there were five general 
complaints about our service. None were 
substantiated. We received no public 

interest disclosures under the Public 
Interest Disclosures Act 2010 nor 
complaints under the Human Rights 
Act 2019. 

Records management 
We continued to promote good records 
management practices and maintain full 
and accurate records of our activities. We 
comply with the Public Records Act 2002, 
our retention and disposal schedule, and 
any relevant policies, standards and 
guidelines. The schedule guides us in 
managing our records effectively. We 
have internal guidelines, procedures and 
policies on managing information and 
records to support our systems. We 
recognise that information security is 
critical to our business model. In 
April 2021, we commenced an enterprise 
information management project to 
improve our recordkeeping, automate 
processes where possible and enhance 
information security. 

Environmental sustainability 
Our waste management policy 
emphasises waste avoidance, reduction, 
reuse and recycling. We are reducing 
paper usage and encouraging all staff to 
recycle office and kitchen waste. We are 
using significantly less paper during 
periods our office is closed and with our 
hybrid work model in place. We have an 
emphasis on electronic processes 
wherever possible. Sensors ensure that 
lights are turned off when no one is using 
the facilities. 
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